Abstract --
INTRODUCTION
Padang City is the capital of West Sumatera Province, and Pesisir Selatan Regency is one of a regency which shares a border with Padang City, and most of the regency areas are rural. Quantitatively, the potential of the population in these two regions experiences growth each year. The rapid growth and development of cities will require the people to interact with many parties and many places. This condition has an impact on the number of population movements between the two regions, namely urban and rural areas.
Preliminary observations in the field found that at this time un-official public transportations have been becoming a backbone of public transportation for the corridor of Padang CityPesisir Selatan Regency. This situation is happened because of the low competitiveness of official public transportation, namely the Intercity in the Province Bus (AKDP) so that the buses lost in the competition and disappeared from the corridor. The un-official public transportation is more favorable as it offers a shorter travel time and delivers passengers to the nearest destination location faster.
The un-official public transportation in this study refers to a group of private cars but functioned as public transportation available for the public with a particular payable cost. People in the region call it "Travel." Fig. 1 shows two examples of the un-official public transportation observed in this study. Compared to AKDP Bus, the un-official public transportation is more favorable as it offers a shorter travel time and delivers passengers to the nearest destination location faster.
The increasing number of un-official public transportation serving the corridor of Padang City -Pesisir Selatan Regency and the varying rates and diversity of services have resulted in a gap between the performance of un-official public transport services and passenger satisfaction. In terms of management functions, the certainty of information about the priority attributes to keep at a reasonable level is very important. Therefore, the method of determining these priorities must produce factors that have a significant influence on customer satisfaction (Yosritzal et al., 2014a) . One of the techniques often used for determining the priority of transportation services is the Importance Satisfaction Analysis (ISA) method. The objectives of this study are to figure out the service attributes of un-official public transport services that should be enhanced as they are at a satisfactory level according to passenger perceptions and the service attributes that need to be improved. The ISA was used to achieve the objectives. The study is expected to reveal the essential qualities and the level of attributes that considered as of importance by passengers, not only for the "Travel" but also for the public legal transport elsewhere to enhance their existence and win the competition.
MATERIAL AND METHOD Public Transport Service
According to Law Number 14 of 1992 Article 1 and Government Regulation Number 41 of 1993 Article 1 (Government Regulation, 1993; Indonesian Road Traffic Law Number, 1992) public vehicles are any motorized vehicles that are provided for public use with a fee. The Law also states that transportation is the transfer of people and/or goods from one place to another using a vehicle. Where transportation or transfer of people by motorized vehicles is done by using motorbikes, passenger cars, bus cars, and public transportation. According to Warpani (1990) (1) Inter-city transportation which transfers people from one city to another, (2) City transportation which is the transfer of people within a city, (3) Rural transportation which is the transfer of people in and or between rural areas, and (4) Trans-boundary transportation which is the transportation of people who cross the borders of other countries.
Users of public transport require a sufficient level of service, both travel time, waiting time, and guaranteed safety and comfort during the trip. If services provided by public transportation for the community are not excellent and the facilities offered are inadequate in providing services to users, it can lead to a tendency to leave the mode. This condition is likely to increase the level of ownership of private vehicles, which will lead to many traffic problems such as congestion, parking problems, increased pollution, increased accident rates, and so on.
Some of the ideal criteria for public transport, according to Harries (1976) consist of reliability, comfort, safety, cheap, and travel time. The requirements for un-official public transportation are: 1. Reliability that has criteria, namely: a) available at any time, b) depart at the origin and arrive at the destination on time, c) short total trip time: walking time from home, waiting time, in the vehicle time, walking time to the destination, d) short waiting time, e) a little walk to the bus stop, and f) no need to change vehicles 2. Convenience has criteria, namely: a) polite service, b) protected from bad weather on the bus stop, c) easy vehicle ride, d) available seating at any time, e) not crowded, f) attractive interior, and g) proper seating 3. Security has criteria, namely: a) avoid accidents, b) the body is protected from impact injuries, and c) free from crime 4. Cheap has criteria, namely: a) Affordable, relatively inexpensive costs 5. Travel time has criteria, namely: a) Shorter invehicle time.
Based on the condition of the study object, the authors decided to express the criteria in 19 statements as listed in Table 1 , to be asked to respondents.
Importance-Satisfaction Analysis Method
The Importance-Satisfaction Analysis (ISA) is a tool to evaluate the priority among several issues based on respondents' point of view. It is p-ISSN: 1410-2331 e-ISSN: 2460-1217 an extension of the Importance-Performance Analysis, which was introduced by Martilla and James (1977) . Initially, the IPA was used mainly in market research, but later on, it also been used in many studies such as Sorensson and Friedrichs (2013) Yahya and Bell (2010) , Freitas (2013) . In Indonesia, several studies have been used the ISA such as Kesumajayansyah and Yuwono (2014) , Yosritzal et al. (2017) , Yosritzal et al. (2018) , and Astuti et al. (2017) .
The data used in the ISA analysis is data from customer satisfaction surveys. In the study, service attributes were conveyed to respondents and respondents were asked to express the level of importance of them, and the level of satisfaction of respondents to the service attributes on a Likert scale (Yosritzal et al., 2014b) . Likert scale is a scale used to express respondents' opinions such as agreement or disagreement with regard to something that is expressed in several levels, generally a Likert scale consists of 5 points rating scale where the scale point 1 shows the lowest degree of agreement (or equal to disagreement) while the 5 pointS scale shows the highest agreement (Likert, 1932) . There are two types of analysis in the ISA method, namely the quadrant method, also known as the standard method and the gap method (gap analysis).
Quadrant Method
In principle, the quadrant method is conducted by plotting the size of the concentration (e.g., median) of the Interest and Satisfaction Levels in four quadrants separated by lines representing the average Interest and Satisfaction Levels. The horizontal axis is a rating for the Satisfaction Level while the vertical axis is a rating for Interest. Fig. 2 shows an application of this method in a study on rail passengers' perception of the service of train service (Yosritzal et al., 2016) .
As shown in Fig. 2 , the attribute number 14, 13, 16 and 7 are falling in quadrant 1 which considered as a relatively more important for passengers and passengers perceived the services of the train on the attributes are satisfy their need. Attributes which fall in the area or quadrant 2 are the attributes that considered as relatively more important for passengers, but the service of the bus on the attributes are relatively lower than their expectation. These attributes should be improved to increase the passenger's satisfaction level.
Similarly, attributes in quadrant 3 are relatively less, but the satisfaction level is relatively lower. As these attributes are relatively less important, no action is needed. Finally, the attributes in quadrant 4 are less significant for passengers, but the service of the train on these attributes are relatively higher than attributes in quadrant 2 and 3. Figure 2 . Example of Importance-Satisfaction Analysis Result (Yosritzal et al., 2016) Figure 3. A typical bar chart for the gap analysis method (Yosritzal et al., 2014b) 
Gap Analysis
In the gap analysis method, the average Interest Rate of each item is reduced by the average Satisfaction Level. If the result is positive, the satisfaction level is lower than the level of importance and vice versa.
In Fig. 3 it can be seen that delivery is a factor that needs to be repaired by the operator because the gap between the expectations and satisfaction obtained by the customer is huge. On the other hand, E-newsletter items have been very satisfying to customers so that no action is needed (Yosritzal et al., 2014b) . These items are prioritized for improvement. The difference value (gap) is then plotted into the bar chart so that it can easily be seen which items need priority handling. The typical form of this method is shown in Fig. 3 (Yosritzal et al., 2014a) .
The positive value of an item indicates that the expectation is greater than the satisfaction and the higher the gap, the more necessary the thing to be improved. In contrast, the negative values of an item indicate that the expectation is lower than the satisfaction so that no need to invest in this item as it does not need improvement at the moment.
RESULTS AND DISCUSSION
Surveyor approached as much as possible passengers when they were waiting for their departure time, but only 160 passengers wished to fill the questionnaire. Before analyzing further, the data was first to check using validity and reliability test. Validity test on the responses on both passenger satisfaction questions and the attributes importance rate shows that all attributes are valid. Similarly, reliability test shows that the Cronbach's Alpha is 0.847 or 84.7% and 0.884 or 88.4% respectively suggesting that all of the questions are reliable. The data were analyzed further using the ISA method.
Characteristics of Respondents
Characteristics of the correspondents are shown in Table 1 , consisting of gender, age, income, education level, nature of living in the Pesisir Selatan, employment, frequency of use of un-official public transportation, travel destination, waiting time, reasons for using un-official public transportation, travel costs, and agreement on the existence of un-official public transportation. Women dominated respondents at 53% with age range between 21-25 years at 34%. Majority of respondents (29%) have income less than Rp. 2,000,000, while in terms of education, the majority of respondents are university students and alumni (41%). Table 2 shows that the average value of the Important is 3.982, and the average value of the Satisfaction is 3.603. The average of both important and satisfaction are higher than 3.000 therefore, by definition on the Likert-scale used in the questionnaire, all of the attributes examined in this study are important for passengers, and they perceived the service related to the attributes are satisfied. However, to improve the quality of service of the car, a relative measurement should be conducted.
Quadrant Analysis of Importance Satisfaction Analysis (ISA)
The relative measurement, in this case, was conducted by pushing the hairline from (3.000; 3.000) to the average of important and average of satisfaction. The average value of Important was used for the Y-axis, and the average value of Satisfaction was used for the X-axis. The Importance Performance Analysis (IPA) diagram can be seen in Fig. 4 .
Based on the Cartesian diagram of the ISA above, it can be seen that Quadrant IV shows factors or attributes that considered as important factors by passengers, but the current perception conditions are not satisfactory so un-official public transportation needs to improve performance on these factors. Factors or attributes that are located in this quadrant are priorities for improvement. The factors included: strict sanctions against drivers who use a mobile phone while driving, strict sanctions against reckless drivers, and courtesy and hospitality of drivers of un-official public transport. Thus, these items become the top priority scale for un-official public transport to be improved.
The gap is calculated by subtracting the average of Importance and average satisfaction. The magnitude of the difference between the value of the two variables shows the order of priority in handling that must be done. The result of Gap analysis is shown in Fig. 5 . Fig. 5 shows that the biggest gap value is in the attribute (P3) strict sanctions against reckless drivers when driving un-official public transport, followed by attributes (P2) strict sanctions against drivers who use mobile phone whilst driving, (P18) availability of insurance for passengers in the event of an accident, (P1) clarity on the tariff of the Padang-Pesisir Selatan un-official public transport and (P8) Departure time according to the schedule (on time). While the lowest gap value is an attribute (P6), the availability of music on-board of the un-official public transportation of PadangPesisir Selatan and the availability of Air (P5) which indicates that the passenger is satisfied with these attributes.
The split between respondents might provide useful insight to explore further the data. However, in this paper, as the sample size was low, the ISA was conducted only for all data. 
CONCLUSION
A study on the importance and satisfaction level of attributes of un-official public transport services on corridor Padang-Pesisir Selatan called "Travel" in the perception of passengers using the Importance Satisfaction Analysis (ISA) method and Gap Analysis method has been conducted. The study found that the Importance Satisfaction Analysis (ISA) shows that in general, all offered attributes are considered necessary by respondents and generally respondents feel quite satisfied with the un-official public transport services on these attributes. Besides, gap analysis shows that 18 out of 19 pair of responses are positive, and one pair is negative. This situation means that the 18 attributes have a value of importance more significant than the value of user satisfaction so that to increase passenger satisfaction, these attributes must be improved, while 1 attribute has a level of satisfaction higher than the value of importance. These findings may be also apply to other public transportations with similar services elsewhere. Therefore, we recommend all of the public transport operators either the legal one or considered as un-official one to find and improve the 18 attributes mentioned in the point b of the finding to increase the satisfaction level of passengers.
